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Today’s Program 
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• Welcome & Introduction 
– Darin Bodenhamer (KDHE) 
– Ben Nelson (SRS) 
– Sean Toole (Accenture) 

• SRS Business Process Re-engineering 
– Ben Nelson (SRS 

• Overview of Customer Self Service Portal & 
Presumptive Eligibility Tool 
– Jeanine Schieferecke (KDHE) 

• Question & Answer Session 
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Darin Bodenhamer  
KDHE Project Director 
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Ben Nelson 
SRS Project Director 
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Sean Toole 
Accenture Project 

Manager 



SRS and KEES 





Business Process Redesign 



Why Change? 
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• To Prepare Business Processes in EES for 
KEES 
• Don’t pave cow paths 

• To ensure that we don’t face federal 
penalties for case accuracy 

• To be able to focus on potentially fraudulent 
cases 

• To prepare processes for paperless caseload 
• To increase client satisfaction 
• To increase employee morale 



Why Change? 

Caseload increases compared to Staffing 

Program              FY 2009         FY2011 
 
SNAP:   94,499       139,000 
 
TANF:   12,571         14,000 
 
Eligibility Staff: 617.9  635.8 
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This Year Case Load 
EES Program Information 
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  Program      Caseload Unit  Cases   Persons  
  
 TANF Cash Assistance    Average Monthly  12,547    32,622  
  
 TANF Employment Services Average Monthly  14,354    14,354  
  
  LIEAP          Annual           61,985   152,563  
  
 Child Care Assistance    Average Monthly     8,593     16,175  
  
 Food Assistance        Average Monthly         142,124    302,669
    
                 



Process Management Principles 
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• Clients have different needs (Triage) 
• First-contact resolution 
• Eliminate repeat visits / phone calls 
• Reduce rework 
• Real-time data and resource management 

 



Business Process Redesign (BPR) 
Early Accomplishments 

3-4  
weeks 10-60 

minutes 
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Less 
than 5% 70% 

Reduced 
interview wait 
times 

Increased 
percentage of cases 
completed at first 
contact 



Business Process Redesign (BPR) 
Early Accomplishments 

25,000+ 
10,401 
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Results:  Reduced  # of  
  complaints 
 
  Reduced client  
  wait time for  
  essential   
  benefits 

Decreased 
unnecessary client 
transactions/contacts 



January 2011 Data 
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• Total Clients Served through lobby  
    and non-lobby work:  16440 
• Total Cases completed                                             

during first contact:    12786 
• Completion Rate:   77% 
• Avoided Visits (2-4 additional):22,688–44398 
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Jeanine Schieferecke 
KDHE Business 

Functional Manager 
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KEES Project Scope 
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• Phase I – Summer 2012  
–   Online Application – Medical Programs  
–   Presumptive Eligibility (PE) Tool  

 
• Phase II –  Summer 2013 

– KEES - Eligibility System – KDHE Medical and SRS Human 
Service Programs  

 
• Phase III – 2014 & Phase IV- 2014-2015 

– Additional enhancements 
 
 



KEES Phase 1 Demo 
 

Customer Self Service Portal  (CSSP) 
& 

Presumptive Eligibility (PE) Tool 
 

2/23/2012 
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CSSP - Homepage 
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CSSP – Self Assessment 
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CSSP – Self Assessment 
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CSSP-Medical Application 
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CSSP – Medical Application 
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CSSP – Medical Application 

25 



Copyright © 2011 Accenture All Rights Reserved.  
 

CSSP – Medical Application 
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CSSP – Medical Application 
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CSSP – E-Signature 
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CSSP – E-Signature 
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CSSP – Submit Application 
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CSSP Questions? 
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Presumptive Eligibility (PE) Tool 
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Presumptive Eligibility Tool 
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Presumptive Eligibility Tool 
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Presumptive Eligibility Tool 
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Presumptive Eligibility Tool 
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Presumptive Eligibility Tool 
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PE Questions? 
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Q & A Session 
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Contacts 
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• Darin Bodenhamer 
DBodenhamer@kdheks.gov  

• Ben Nelson Ben.Nelson@srs.ks.gov 
• Jenifer Telshaw JTelshaw@kdheks.gov  
• Julie Waddle Julie.Waddle@srs.ks.gov 
• Scott Lee Brown SLBrown@kdheks.gov 
• Travis Haas THaas@kdheks.gov  
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